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ABSTRAK 
 
 
Penelitian ini membahas mengenai  persepsi nasabah terhadap kualitas 
pelayanan pada Bank Muamalat Cabang Pembantu Sampit, beranjak dari tiga rumusan 
masalah yaitu: (1) bagaimana cara Bank Muamalat Cabang Pembantu Sampit dalam 
peningkatan kualitas pelayanan bagi nasabah, (2) apa saja kendala Bank Muamalat 
Cabang Pembantu Sampit dalam memberikan pelayanan kepada nasabah, (3) 
bagaimana persepsi nasabah terhadap kualitas pelayanan Bank Muamalat Cabang 
Pembantu Sampit.  
 
Penelitian ini merupakan penelitian lapangan, menggunakan pendekatan 
kualitatif deskriptif. Adapun objek penelitian ini adalah persepsi nasabah terhadap 
kualitas pelayanan Bank Muamalat Cabang Pembantu Sampit dan subjek penelitian ini 
adalah nasabah, manager dan karyawan Bank Muamalat Cabang Pembantu Sampit. 
Metode pengumpulan datanya dengan cara wawancara, observasi, dan dokumentasi. 
Untuk pengabsahan data menggunakan trianggulasi sumber. Teknik analisis data ada 
tiga yaitu: reduksi data, penyajian data dan penarikan kesimpulan serta verifikasi. 
 
Hasil penelitian ini menunjukkan bahwa cara Bank Muamalat Cabang 
Pembantu Sampit dalam peningkatan kualitas pelayanan yaitu dengan menerapkan 
standar operasional prosedur yang ada di Bank Muamalat Cabang Pembantu Sampit. 
Namun dalam penerapannya pasti terdapat kendala-kendala dalam memberikan 
pelayanan kepada nasabah. Terlepas dari hal tersebut Bank Muamalat Cabang 
Pembantu Sampit tetap memberikan pelayanan yang baik dan memuaskan kepada 
nasabahnya. Selain itu juga hal ini dapat dirasakan nasabah Bank Muamalat Cabang 
Pembantu Sampit yang tetap nyaman dan senang dalam melakukan transaksi di bank 
tersebut. 
  
PERCEPTION OF CUSTOMERS TO THE QUALITY SERVICE AT 
BANK MUAMALAT BRANCH OFFICE OF  SAMPIT  
 
by : M. Fazlur Rahman 
 
ABSTRACT 
 
 
The research discussed about the perception of customers to the quality service 
at Bank Muamalat branch office in Sampit, based on the three formulas of the 
problem, such as: (1) how did Bank Muamalat branch office of Sampit raised their 
service quality for  customer, (2) what was the obstacle of Bank Muamalat branch 
office of Sampit in giving the services to the customer, (3) how was the customer’s 
perception to the quality services of Bank Muamalat branch office of Sampit.  
 
This research was field research using descriptive qualitative’s approaching. It 
so happens, this object of the research was the perception of customer to the quality 
service of Bank Muamalat branch office of Sampit and the  subject of this research 
were the customers, manager and the employee of Bank Muamalat branch office of 
Sampit. The  methode of the data collecting were by interviewing, observationing, and 
documenting. For the data approval was using trianggulating source. There were three 
technics for the data analysis, which were:  data reduction, data presentation and 
conclusion also verification. 
 
The result of this research showed how Bank Muamalat branch office of 
Sampit increasing the service quality which was by applying the procedure of 
operational standart the Bank Muamalat branch office of Sampit had. But, in it’s 
application, there must be many obstacles in giving the services to the customers. 
Apart from the obstacles,  Bank Muamalat branch office of Sampit still giving good 
and satisfying services to the customer. Beside that, the good and satisfying services 
could also felt by customer who still feel comfortable and glad in doing transaction in 
the bank. 
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